Abstract 

A method and apparatus are provided for expediting 
subject matter evolution of an information exchange 
during a contact through a communication system between a 
client and an agent of an organization that possesses an 
expertise in the subject matter of the contact. The 
method includes the steps of providing a state map of 
subject matter progression of the subject matter of the 
contact from a starting point to subject matter 
resolution along a plurality of parallel subject matter 
paths, fitting a subject matter progression of the 
contact within a progression of subject matter of a most 
likely one of the plurality of parallel subject matter 
paths of the state map and prompting the agent with 
prospective subject matter from the most likely one of 
the plurality of subject matter paths. 
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